
Commerce Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

First Contact Resolution 

Commerce

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Total

Application 

Support

Application Error License 

Enforcement 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

1

1

1

Total 0

0

1

1

1

1

Reporting None 0

0

2

0

2

0

Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

3

0

3

0

Total 0

0

4

1

4

1

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Total

Capitol 

Desktop 

Support

PC/Laptop None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

5
1

5
1

Capitol Hosting Application None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Reporting Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0

Diebold EIS Hardware Printer None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Help Desk Application Password Utah Master 

Directory

0

0

2

0

2

0

Total 0

0

2

0

2

0



High Low Total

Help Desk Application Reporting None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

3

1

3

1

Network Password Novell Client 

for 32-bit 

0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

5
2

5
2

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

3

0

3

0

Application Error Controlled 

Substance 

0

0

1

0

1

0

Microsoft Office 

Professional 

0

0

1

1

1

1

Microsoft Word 0

0

1

1

1

1



High Low Total

Metro A 

Desktop 

Support

Application Error None 0

0

4

3

4

3

Novell 

GroupWise

0

0

6

4

6

4

Total 0

0

13

9

13

9

None Microsoft Word 0

0

1

0

1

0

Mozilla Firefox 0

0

1

0

1

0

None 0

0

1

1

1

1

Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

4

1

4

1

Password Novell 

GroupWise

0

0

1

0

1

0

Novell 

Messenger

0

0

1

1

1

1

Total 0

0

2

1

2

1

Reporting Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

20

11

20

11

Network Error None 0

0

7

7

7

7

Novell Client 

for 32-bit 

0

0

1

0

1

0



High Low Total

Metro A 

Desktop 

Support

Network Error Total 0

0

8

7

8

7

Incident None 0

0

2

2

2

2

Total 0

0

2

2

2

2

None None 0

0

10

10

10

10

Total 0

0

10

10

10

10

Password None 0

0

1

1

1

1

Novell Client 

for 32-bit 

0

0

3

2

3

2

Total 0

0

4

3

4

3

Performance None 0

0

3

3

3

3

Total 0

0

3

3

3

3

Total 0

0

27

25

27

25

PC/Laptop Error None 0

0

8

6

8

6

Total 0

0

8

6

8

6

Hardware None 0

0

2

2

2

2

Total 0

0

2

2

2

2

None None 0

0

8

4

8

4



High Low Total

Metro A 

Desktop 

Support

PC/Laptop None QuickTime 

Player

0

0

1

0

1

0

Total 0

0

9

4

9

4

Password None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Performance None 0

0

5

2

5

2

Novell 

GroupWise

0

0

2

2

2

2

Total 0

0

7

4

7

4

Virus None 0

0

6

4

6

4

Total 0

0

6

4

6

4

Total 0

0

33

21

33

21

Print/Copy/Sca

n/Fax

Error Code None 0

0

3

3

3

3

Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

4

3

4

3

Incident None 0

0

11

8

11

8

Novell iPrint 0

0

1

1

1

1

Total 0

0

12

9

12

9



High Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

None None 0

0

9

5

9

5

Total 0

0

9

5

9

5

Total 0

0

25

17

25

17

Total 0
0

108
74

108
74

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

1

1

1

Total 0

0

1

1

1

1

None None 0

0

1

0

1

0

Novell 

GroupWise

0

0

3

3

3

3

Total 0

0

4

3

4

3

Total 0

0

5

4

5

4

Mainframe Password BlueZone 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Network None None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Password Novell Client 

for 32-bit 

0

0

3

3

3

3



High Low Total

Metro A Help 

Desk

Network Password Total 0

0

3

3

3

3

Total 0

0

4

4

4

4

PC/Laptop Hardware None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Performance None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

2

2

2

2

Total 0
0

12
11

12
11

Metro A 

Hosting

Application Reporting None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Network None None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

2
1

2
1

Voice 

Operations

Telecom Call 

Management

Telephone 0

0

3

0

3

0



High Low Total

Voice 

Operations

Telecom Call 

Management

Total 0

0

3

0

3

0

Call/Receive None 0

0

3

0

3

0

Total 0

0

3

0

3

0

Dial Tone None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Feature None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Voice Mail None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 1

0

9

0

10

0

Total 1
0

9
0

10
0

Voice/Data/WA

N Services

Telecom Hardware Telephone 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Total 1
0

146
89

147
89



High Low Total

Application 

Support

Application Error License 

Enforcement 

0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

1
1

1
1

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

1

1

1

Total 0

0

1

1

1

1

Reporting None 0

0

2

0

2

0

Novell 

GroupWise

0

0

1

1

1

1

Total 0

0

3

1

3

1

Total 0

0

4

2

4

2

PC/Laptop None None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Total

Capitol 

Desktop 

Support

PC/Laptop Total 0

0

1

1

1

1

Total 0
0

5
3

5
3

Capitol Hosting Application None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Reporting Novell 

GroupWise

0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

2

1

2

1

Total 0
0

2
1

2
1

Diebold EIS Hardware Printer None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Help Desk Application Password Utah Master 

Directory

0

0

2

0

2

0

Total 0

0

2

0

2

0

Reporting None 0

0

1

0

1

0

Total 0

0

1

0

1

0



High Low Total

Help Desk Application Total 0

0

3

0

3

0

Network Password Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

5
0

5
0

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

3

0

3

0

Application Error Controlled 

Substance 

0

0

1

0

1

0

Microsoft Office 

Professional 

0

0

1

0

1

0

Microsoft Word 0

0

1

0

1

0

None 0

0

4

0

4

0

Novell 

GroupWise

0

0

6

0

6

0



High Low Total

Metro A 

Desktop 

Support

Application Error Total 0

0

13

0

13

0

None Microsoft Word 0

0

1

0

1

0

Mozilla Firefox 0

0

1

0

1

0

None 0

0

1

0

1

0

Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

4

0

4

0

Password Novell 

GroupWise

0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0

Reporting Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

20

0

20

0

Network Error None 0

0

7

0

7

0

Novell Client 

for 32-bit 

0

0

1

1

1

1

Total 0

0

8

1

8

1

Incident None 0

0

2

0

2

0



High Low Total

Metro A 

Desktop 

Support

Network Incident Total 0

0

2

0

2

0

None None 0

0

10

0

10

0

Total 0

0

10

0

10

0

Password None 0

0

1

0

1

0

Novell Client 

for 32-bit 

0

0

3

1

3

1

Total 0

0

4

1

4

1

Performance None 0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

27

2

27

2

PC/Laptop Error None 0

0

8

0

8

0

Total 0

0

8

0

8

0

Hardware None 0

0

2

0

2

0

Total 0

0

2

0

2

0

None None 0

0

8

2

8

2

QuickTime 

Player

0

0

1

0

1

0

Total 0

0

9

2

9

2



High Low Total

Metro A 

Desktop 

Support

PC/Laptop Password None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Performance None 0

0

5

0

5

0

Novell 

GroupWise

0

0

2

0

2

0

Total 0

0

7

0

7

0

Virus None 0

0

6

0

6

0

Total 0

0

6

0

6

0

Total 0

0

33

2

33

2

Print/Copy/Sca

n/Fax

Error Code None 0

0

3

0

3

0

Novell Client 

for 32-bit 

0

0

1

1

1

1

Total 0

0

4

1

4

1

Incident None 0

0

11

1

11

1

Novell iPrint 0

0

1

0

1

0

Total 0

0

12

1

12

1

None None 0

0

9

0

9

0

Total 0

0

9

0

9

0



High Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

Total 0

0

25

2

25

2

Total 0
0

108
6

108
6

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

1

0

1

0

Novell 

GroupWise

0

0

3

0

3

0

Total 0

0

4

0

4

0

Total 0

0

5

0

5

0

Mainframe Password BlueZone 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Network None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Novell Client 

for 32-bit 

0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

4

0

4

0



High Low Total

Metro A Help 

Desk

PC/Laptop Hardware None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Performance None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

12
0

12
0

Metro A 

Hosting

Application Reporting None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Network None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

2
0

2
0

Voice 

Operations

Telecom Call 

Management

Telephone 0

0

3

0

3

0

Total 0

0

3

0

3

0

Call/Receive None 0

0

3

0

3

0



High Low Total

Voice 

Operations

Telecom Call/Receive Total 0

0

3

0

3

0

Dial Tone None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Feature None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Voice Mail None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 1

0

9

0

10

0

Total 1
0

9
0

10
0

Voice/Data/WA

N Services

Telecom Hardware Telephone 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Total 1
0

146
11

147
11



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Total

Application 

Support

Application Error License 

Enforcement 

0

0.00

1

1.96

1

1.96

Total 0

0.00

1

1.96

1

1.96

Total 0

0.00

1

1.96

1

1.96

Total 0
0.00

1
1.96

1
1.96

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

1.41

1

1.41

Total 0

0.00

1

1.41

1

1.41

Reporting None 0

0.00

2

0.35

2

0.35

Novell 

GroupWise

0

0.00

1

1.20

1

1.20

Total 0

0.00

3

0.63

3

0.63

Total 0

0.00

4

0.83

4

0.83

PC/Laptop None None 0

0.00

1

1.05

1

1.05

Total 0

0.00

1

1.05

1

1.05



High Low Total

Capitol 

Desktop 

Support

PC/Laptop Total 0

0.00

1

1.05

1

1.05

Total 0
0.00

5
0.87

5
0.87

Capitol Hosting Application None None 0

0.00

1

0.39

1

0.39

Total 0

0.00

1

0.39

1

0.39

Reporting Novell 

GroupWise

0

0.00

1

2.20

1

2.20

Total 0

0.00

1

2.20

1

2.20

Total 0

0.00

2

1.29

2

1.29

Total 0
0.00

2
1.29

2
1.29

Diebold EIS Hardware Printer None 0

0.00

1

0.31

1

0.31

Total 0

0.00

1

0.31

1

0.31

Total 0

0.00

1

0.31

1

0.31

Total 0
0.00

1
0.31

1
0.31

Help Desk Application Password Utah Master 

Directory

0

0.00

2

0.63

2

0.63

Total 0

0.00

2

0.63

2

0.63

Reporting None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00



High Low Total

Help Desk Application Total 0

0.00

3

0.42

3

0.42

Network Password Novell Client 

for 32-bit 

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.17

1

0.17

Total 0

0.00

1

0.17

1

0.17

Total 0

0.00

1

0.17

1

0.17

Total 0
0.00

5
0.29

5
0.29

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0.00

3

0.00

3

0.00

Total 0

0.00

3

0.00

3

0.00

Total 0

0.00

3

0.00

3

0.00

Application Error Controlled 

Substance 

0

0.00

1

0.56

1

0.56

Microsoft Office 

Professional 

0

0.00

1

0.00

1

0.00

Microsoft Word 0

0.00

1

0.00

1

0.00

None 0

0.00

4

0.03

4

0.03

Novell 

GroupWise

0

0.00

6

0.20

6

0.20



High Low Total

Metro A 

Desktop 

Support

Application Error Total 0

0.00

13

0.15

13

0.15

None Microsoft Word 0

0.00

1

0.50

1

0.50

Mozilla Firefox 0

0.00

1

0.42

1

0.42

None 0

0.00

1

0.00

1

0.00

Novell 

GroupWise

0

0.00

1

0.09

1

0.09

Total 0

0.00

4

0.25

4

0.25

Password Novell 

GroupWise

0

0.00

1

0.00

1

0.00

Novell 

Messenger

0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.00

2

0.00

Reporting Novell 

GroupWise

0

0.00

1

0.11

1

0.11

Total 0

0.00

1

0.11

1

0.11

Total 0

0.00

20

0.15

20

0.15

Network Error None 0

0.00

7

0.00

7

0.00

Novell Client 

for 32-bit 

0

0.00

1

1.78

1

1.78

Total 0

0.00

8

0.22

8

0.22

Incident None 0

0.00

2

0.00

2

0.00



High Low Total

Metro A 

Desktop 

Support

Network Incident Total 0

0.00

2

0.00

2

0.00

None None 0

0.00

10

0.00

10

0.00

Total 0

0.00

10

0.00

10

0.00

Password None 0

0.00

1

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

3

0.61

3

0.61

Total 0

0.00

4

0.46

4

0.46

Performance None 0

0.00

3

0.21

3

0.21

Total 0

0.00

3

0.21

3

0.21

Total 0

0.00

27

0.16

27

0.16

PC/Laptop Error None 0

0.00

8

0.11

8

0.11

Total 0

0.00

8

0.11

8

0.11

Hardware None 0

0.00

2

0.00

2

0.00

Total 0

0.00

2

0.00

2

0.00

None None 0

0.00

8

0.70

8

0.70

QuickTime 

Player

0

0.00

1

0.32

1

0.32

Total 0

0.00

9

0.65

9

0.65



High Low Total

Metro A 

Desktop 

Support

PC/Laptop Password None 0

0.00

1

0.57

1

0.57

Total 0

0.00

1

0.57

1

0.57

Performance None 0

0.00

5

0.28

5

0.28

Novell 

GroupWise

0

0.00

2

0.00

2

0.00

Total 0

0.00

7

0.20

7

0.20

Virus None 0

0.00

6

0.13

6

0.13

Total 0

0.00

6

0.13

6

0.13

Total 0

0.00

33

0.29

33

0.29

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

3

0.28

3

0.28

Novell Client 

for 32-bit 

0

0.00

1

2.09

1

2.09

Total 0

0.00

4

0.73

4

0.73

Incident None 0

0.00

11

0.26

11

0.26

Novell iPrint 0

0.00

1

0.00

1

0.00

Total 0

0.00

12

0.24

12

0.24

None None 0

0.00

9

0.12

9

0.12

Total 0

0.00

9

0.12

9

0.12



High Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

Total 0

0.00

25

0.28

25

0.28

Total 0
0.00

108
0.22

108
0.22

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

None None 0

0.00

1

0.00

1

0.00

Novell 

GroupWise

0

0.00

3

0.00

3

0.00

Total 0

0.00

4

0.00

4

0.00

Total 0

0.00

5

0.00

5

0.00

Mainframe Password BlueZone 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Network None None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Password Novell Client 

for 32-bit 

0

0.00

3

0.00

3

0.00

Total 0

0.00

3

0.00

3

0.00

Total 0

0.00

4

0.00

4

0.00



High Low Total

Metro A Help 

Desk

PC/Laptop Hardware None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Performance None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.00

2

0.00

Total 0
0.00

12
0.00

12
0.00

Metro A 

Hosting

Application Reporting None 0

0.00

1

0.89

1

0.89

Total 0

0.00

1

0.89

1

0.89

Total 0

0.00

1

0.89

1

0.89

Network None None 0

0.00

1

0.12

1

0.12

Total 0

0.00

1

0.12

1

0.12

Total 0

0.00

1

0.12

1

0.12

Total 0
0.00

2
0.51

2
0.51

Voice 

Operations

Telecom Call 

Management

Telephone 0

0.00

3

0.16

3

0.16

Total 0

0.00

3

0.16

3

0.16

Call/Receive None 0

0.00

3

0.20

3

0.20



High Low Total

Voice 

Operations

Telecom Call/Receive Total 0

0.00

3

0.20

3

0.20

Dial Tone None 1

0.57

0

0.00

1

0.57

Total 1

0.57

0

0.00

1

0.57

Feature None 0

0.00

1

0.29

1

0.29

Total 0

0.00

1

0.29

1

0.29

Voice Mail None 0

0.00

2

0.28

2

0.28

Total 0

0.00

2

0.28

2

0.28

Total 1

0.57

9

0.21

10

0.25

Total 1
0.57

9
0.21

10
0.25

Voice/Data/WA

N Services

Telecom Hardware Telephone 0

0.00

1

0.26

1

0.26

Total 0

0.00

1

0.26

1

0.26

Total 0

0.00

1

0.26

1

0.26

Total 0
0.00

1
0.26

1
0.26

Total 1
0.57

146
0.26

147
0.26



High Low Total

Application 

Support

Application Error License 

Enforcement 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Reporting None 0

0

2

0

2

0

Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

3

0

3

0

Total 0

0

4

0

4

0

PC/Laptop None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Total

Capitol 

Desktop 

Support

Total 0
0

5
0

5
0

Capitol Hosting Application None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Reporting Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0

Diebold EIS Hardware Printer None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

1
1

1
1

Help Desk Application Password Utah Master 

Directory

0

0

2

0

2

0

Total 0

0

2

0

2

0

Reporting None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

3

0

3

0



High Low Total

Help Desk Network Password Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

5
0

5
0

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

3

0

3

0

Application Error Controlled 

Substance 

0

0

1

0

1

0

Microsoft Office 

Professional 

0

0

1

0

1

0

Microsoft Word 0

0

1

0

1

0

None 0

0

4

0

4

0

Novell 

GroupWise

0

0

6

0

6

0

Total 0

0

13

0

13

0



High Low Total

Metro A 

Desktop 

Support

Application None Microsoft Word 0

0

1

0

1

0

Mozilla Firefox 0

0

1

0

1

0

None 0

0

1

0

1

0

Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

4

0

4

0

Password Novell 

GroupWise

0

0

1

0

1

0

Novell 

Messenger

0

0

1

0

1

0

Total 0

0

2

0

2

0

Reporting Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

20

0

20

0

Network Error None 0

0

7

0

7

0

Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

8

0

8

0

Incident None 0

0

2

0

2

0

Total 0

0

2

0

2

0



High Low Total

Metro A 

Desktop 

Support

Network None None 0

0

10

0

10

0

Total 0

0

10

0

10

0

Password None 0

0

1

0

1

0

Novell Client 

for 32-bit 

0

0

3

0

3

0

Total 0

0

4

0

4

0

Performance None 0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

27

0

27

0

PC/Laptop Error None 0

0

8

0

8

0

Total 0

0

8

0

8

0

Hardware None 0

0

2

0

2

0

Total 0

0

2

0

2

0

None None 0

0

8

0

8

0

QuickTime 

Player

0

0

1

0

1

0

Total 0

0

9

0

9

0

Password None 0

0

1

0

1

0



High Low Total

Metro A 

Desktop 

Support

PC/Laptop Password Total 0

0

1

0

1

0

Performance None 0

0

5

0

5

0

Novell 

GroupWise

0

0

2

0

2

0

Total 0

0

7

0

7

0

Virus None 0

0

6

0

6

0

Total 0

0

6

0

6

0

Total 0

0

33

0

33

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

3

0

3

0

Novell Client 

for 32-bit 

0

0

1

1

1

1

Total 0

0

4

1

4

1

Incident None 0

0

11

0

11

0

Novell iPrint 0

0

1

0

1

0

Total 0

0

12

0

12

0

None None 0

0

9

0

9

0

Total 0

0

9

0

9

0

Total 0

0

25

1

25

1



High Low Total

Metro A 

Desktop 

Support

Total 0
0

108
1

108
1

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

1

0

1

0

Novell 

GroupWise

0

0

3

0

3

0

Total 0

0

4

0

4

0

Total 0

0

5

0

5

0

Mainframe Password BlueZone 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Network None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Password Novell Client 

for 32-bit 

0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 0

0

4

0

4

0

PC/Laptop Hardware None 0

0

1

0

1

0



High Low Total

Metro A Help 

Desk

PC/Laptop Hardware Total 0

0

1

0

1

0

Performance None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

12
0

12
0

Metro A 

Hosting

Application Reporting None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Network None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

2
0

2
0

Voice 

Operations

Telecom Call 

Management

Telephone 0

0

3

0

3

0

Total 0

0

3

0

3

0

Call/Receive None 0

0

3

0

3

0

Total 0

0

3

0

3

0



High Low Total

Voice 

Operations

Telecom Dial Tone None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Feature None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Voice Mail None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 1

0

9

0

10

0

Total 1
0

9
0

10
0

Voice/Data/WA

N Services

Telecom Hardware Telephone 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Total 1
0

146
2

147
2



High Low Total

Application 

Support

Application Error License 

Enforcement 

0

0.00

1

1.97

1

1.97

Total 0

0.00

1

1.97

1

1.97

Total 0

0.00

1

1.97

1

1.97

Total 0
0.00

1
1.97

1
1.97

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0.00

1

3.82

1

3.82

Total 0

0.00

1

3.82

1

3.82

Reporting None 0

0.00

2

0.49

2

0.49

Novell 

GroupWise

0

0.00

1

1.20

1

1.20

Total 0

0.00

3

0.73

3

0.73

Total 0

0.00

4

1.50

4

1.50

PC/Laptop None None 0

0.00

1

1.60

1

1.60

Total 0

0.00

1

1.60

1

1.60

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Total

Capitol 

Desktop 

Support

PC/Laptop Total 0

0.00

1

1.60

1

1.60

Total 0
0.00

5
1.52

5
1.52

Capitol Hosting Application None None 0

0.00

1

0.50

1

0.50

Total 0

0.00

1

0.50

1

0.50

Reporting Novell 

GroupWise

0

0.00

1

2.28

1

2.28

Total 0

0.00

1

2.28

1

2.28

Total 0

0.00

2

1.39

2

1.39

Total 0
0.00

2
1.39

2
1.39

Diebold EIS Hardware Printer None 0

0.00

1

14.49

1

14.49

Total 0

0.00

1

14.49

1

14.49

Total 0

0.00

1

14.49

1

14.49

Total 0
0.00

1
14.49

1
14.49

Help Desk Application Password Utah Master 

Directory

0

0.00

2

3.02

2

3.02

Total 0

0.00

2

3.02

2

3.02

Reporting None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00



High Low Total

Help Desk Application Total 0

0.00

3

2.01

3

2.01

Network Password Novell Client 

for 32-bit 

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.17

1

0.17

Total 0

0.00

1

0.17

1

0.17

Total 0

0.00

1

0.17

1

0.17

Total 0
0.00

5
1.24

5
1.24

Metro A 

Desktop 

Support

_No Tier 2 None None 0

0.00

3

0.00

3

0.00

Total 0

0.00

3

0.00

3

0.00

Total 0

0.00

3

0.00

3

0.00

Application Error Controlled 

Substance 

0

0.00

1

1.67

1

1.67

Microsoft Office 

Professional 

0

0.00

1

0.00

1

0.00

Microsoft Word 0

0.00

1

0.00

1

0.00

None 0

0.00

4

0.51

4

0.51

Novell 

GroupWise

0

0.00

6

0.57

6

0.57



High Low Total

Metro A 

Desktop 

Support

Application Error Total 0

0.00

13

0.55

13

0.55

None Microsoft Word 0

0.00

1

0.51

1

0.51

Mozilla Firefox 0

0.00

1

0.45

1

0.45

None 0

0.00

1

0.00

1

0.00

Novell 

GroupWise

0

0.00

1

0.34

1

0.34

Total 0

0.00

4

0.33

4

0.33

Password Novell 

GroupWise

0

0.00

1

0.01

1

0.01

Novell 

Messenger

0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.01

2

0.01

Reporting Novell 

GroupWise

0

0.00

1

0.65

1

0.65

Total 0

0.00

1

0.65

1

0.65

Total 0

0.00

20

0.45

20

0.45

Network Error None 0

0.00

7

0.00

7

0.00

Novell Client 

for 32-bit 

0

0.00

1

1.78

1

1.78

Total 0

0.00

8

0.22

8

0.22

Incident None 0

0.00

2

0.00

2

0.00



High Low Total

Metro A 

Desktop 

Support

Network Incident Total 0

0.00

2

0.00

2

0.00

None None 0

0.00

10

0.01

10

0.01

Total 0

0.00

10

0.01

10

0.01

Password None 0

0.00

1

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

3

0.85

3

0.85

Total 0

0.00

4

0.64

4

0.64

Performance None 0

0.00

3

0.21

3

0.21

Total 0

0.00

3

0.21

3

0.21

Total 0

0.00

27

0.19

27

0.19

PC/Laptop Error None 0

0.00

8

0.72

8

0.72

Total 0

0.00

8

0.72

8

0.72

Hardware None 0

0.00

2

0.00

2

0.00

Total 0

0.00

2

0.00

2

0.00

None None 0

0.00

8

1.30

8

1.30

QuickTime 

Player

0

0.00

1

0.32

1

0.32

Total 0

0.00

9

1.19

9

1.19



High Low Total

Metro A 

Desktop 

Support

PC/Laptop Password None 0

0.00

1

0.57

1

0.57

Total 0

0.00

1

0.57

1

0.57

Performance None 0

0.00

5

0.29

5

0.29

Novell 

GroupWise

0

0.00

2

0.00

2

0.00

Total 0

0.00

7

0.21

7

0.21

Virus None 0

0.00

6

0.32

6

0.32

Total 0

0.00

6

0.32

6

0.32

Total 0

0.00

33

0.62

33

0.62

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

3

0.28

3

0.28

Novell Client 

for 32-bit 

0

0.00

1

6.88

1

6.88

Total 0

0.00

4

1.93

4

1.93

Incident None 0

0.00

11

0.26

11

0.26

Novell iPrint 0

0.00

1

0.00

1

0.00

Total 0

0.00

12

0.24

12

0.24

None None 0

0.00

9

0.18

9

0.18

Total 0

0.00

9

0.18

9

0.18



High Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

Total 0

0.00

25

0.49

25

0.49

Total 0
0.00

108
0.43

108
0.43

Metro A Help 

Desk

Application Error Novell 

GroupWise

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

None None 0

0.00

1

0.00

1

0.00

Novell 

GroupWise

0

0.00

3

0.00

3

0.00

Total 0

0.00

4

0.00

4

0.00

Total 0

0.00

5

0.00

5

0.00

Mainframe Password BlueZone 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Network None None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Password Novell Client 

for 32-bit 

0

0.00

3

0.00

3

0.00

Total 0

0.00

3

0.00

3

0.00

Total 0

0.00

4

0.00

4

0.00



High Low Total

Metro A Help 

Desk

PC/Laptop Hardware None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Performance None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.00

2

0.00

Total 0
0.00

12
0.00

12
0.00

Metro A 

Hosting

Application Reporting None 0

0.00

1

1.12

1

1.12

Total 0

0.00

1

1.12

1

1.12

Total 0

0.00

1

1.12

1

1.12

Network None None 0

0.00

1

4.67

1

4.67

Total 0

0.00

1

4.67

1

4.67

Total 0

0.00

1

4.67

1

4.67

Total 0
0.00

2
2.89

2
2.89

Voice 

Operations

Telecom Call 

Management

Telephone 0

0.00

3

0.83

3

0.83

Total 0

0.00

3

0.83

3

0.83

Call/Receive None 0

0.00

3

1.79

3

1.79



High Low Total

Voice 

Operations

Telecom Call/Receive Total 0

0.00

3

1.79

3

1.79

Dial Tone None 1

0.57

0

0.00

1

0.57

Total 1

0.57

0

0.00

1

0.57

Feature None 0

0.00

1

0.80

1

0.80

Total 0

0.00

1

0.80

1

0.80

Voice Mail None 0

0.00

2

0.41

2

0.41

Total 0

0.00

2

0.41

2

0.41

Total 1

0.57

9

1.05

10

1.01

Total 1
0.57

9
1.05

10
1.01

Voice/Data/WA

N Services

Telecom Hardware Telephone 0

0.00

1

0.33

1

0.33

Total 0

0.00

1

0.33

1

0.33

Total 0

0.00

1

0.33

1

0.33

Total 0
0.00

1
0.33

1
0.33

Total 1
0.57

146
0.66

147
0.66

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155316

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155877

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000157324



No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Application

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000153228

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedCommerce

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000153374

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedCommerce

Application NoError  0.13TIR:TIR Missed:NoneINC000000153564

No  2.03TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Application YesReporting  2.20TIR:TIR Missed:Novell GroupWiseINC000000154586

No  2.28TTR:TTR Missed:Capitol Hosting Low ClosedCommerce

Application NoNone  0.50TIR:TIR Missed:Microsoft WordINC000000154990

No  0.51TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Application NoNone  0.00TIR:TIR Missed:NoneINC000000155550

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedCommerce

Application NoError  0.79TIR:TIR Missed:Novell GroupWiseINC000000155565

No  0.79TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Application NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000155693

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedCommerce

Application NoError  0.41TIR:TIR Missed:Novell GroupWiseINC000000156216

No  2.61TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Application NoError  0.00TIR:TIR Missed:Microsoft WordINC000000157847

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Application YesError  1.96TIR:TIR Missed:License Enforcement SystemINC000000158725

No  1.97TTR:TTR Missed:Application Support Low ClosedCommerce

Application NoPassword  0.79TIR:TIR Missed:Utah Master DirectoryINC000000159052

No  2.05TTR:TTR Missed:Help Desk Low ClosedCommerce

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000159145

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Application YesReporting  1.20TIR:TIR Missed:Novell GroupWiseINC000000159293

No  1.20TTR:TTR Missed:Capitol Desktop Support Low ClosedCommerce

Application NoNone  0.09TIR:TIR Missed:Novell GroupWiseINC000000159314

No  0.34TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Application NoReporting  0.11TIR:TIR Missed:Novell GroupWiseINC000000160117

No  0.65TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000160641

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoNone  0.42TIR:TIR Missed:Mozilla FirefoxINC000000160664

No  0.45TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000161692

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoError  0.00TIR:TIR Missed:NoneINC000000161704

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoNone  0.00TIR:TIR Missed:NoneINC000000162355

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoNone  0.39TIR:TIR Missed:NoneINC000000162757

No  0.50TTR:TTR Missed:Capitol Hosting Low ResolvedCommerce

Application NoError  0.00TIR:TIR Missed:NoneINC000000163506

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce



Application NoPassword  0.00TIR:TIR Missed:Novell GroupWiseINC000000163595

No  0.01TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoError  0.56TIR:TIR Missed:Controlled Substance DatabaseINC000000163632

No  1.67TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoPassword  0.47TIR:TIR Missed:Utah Master DirectoryINC000000163639

No  3.99TTR:TTR Missed:Help Desk Low ResolvedCommerce

Application NoError  0.00TIR:TIR Missed:Microsoft Office Professional 2007INC000000163832

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoReporting  0.89TIR:TIR Missed:NoneINC000000163903

No  1.12TTR:TTR Missed:Metro A Hosting Low ResolvedCommerce

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000164000

No  0.00TTR:TTR Missed:Metro A Help Desk Low ResolvedCommerce

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000164566

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoError  0.00TIR:TIR Missed:NoneINC000000164573

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application NoPassword  0.00TIR:TIR Missed:Novell MessengerINC000000164652

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Application YesError  1.41TIR:TIR Missed:Novell GroupWiseINC000000165106

No  3.82TTR:TTR Missed:Capitol Desktop Support Low ResolvedCommerce

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000165292

No  0.00TTR:TTR Missed:Help Desk Low ResolvedCommerce

Application NoReporting  0.22TIR:TIR Missed:NoneINC000000165331

No  0.42TTR:TTR Missed:Capitol Desktop Support Low ResolvedCommerce

Application NoReporting  0.48TIR:TIR Missed:NoneINC000000165506

No  0.56TTR:TTR Missed:Capitol Desktop Support Low ResolvedCommerce

EIS Hardware

EIS Hardware NoPrinter  0.31TIR:TIR Missed:NoneINC000000152888

Yes  14.49TTR:TTR Missed:Diebold Low ClosedCommerce

Mainframe

Mainframe NoPassword  0.00TIR:TIR Missed:BlueZoneINC000000156077

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedCommerce

Network

Network NoNone  0.00TIR:TIR Missed:NoneINC000000152302

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000152310

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoNone  0.12TIR:TIR Missed:NoneINC000000152590

No  4.67TTR:TTR Missed:Metro A Hosting Low ClosedCommerce

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000153133

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedCommerce

Network NoError  0.00TIR:TIR Missed:NoneINC000000154217

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoError  0.00TIR:TIR Missed:NoneINC000000154226

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000155069

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoError  0.00TIR:TIR Missed:NoneINC000000156316



No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000157091

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000157107

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network YesError  1.78TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000157344

No  1.78TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000157799

No  0.00TTR:TTR Missed:Metro A Help Desk Low ClosedCommerce

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000158645

No  0.69TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000159144

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000159195

No  0.00TTR:TTR Missed:Help Desk Low ClosedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000160941

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoError  0.00TIR:TIR Missed:NoneINC000000161118

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network YesPassword  1.34TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000161297

No  1.35TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000161368

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoNone  0.04TIR:TIR Missed:NoneINC000000161570

No  0.07TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoPassword  0.50TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000162585

No  0.51TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000162635

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000163348

No  0.00TTR:TTR Missed:Metro A Help Desk Low ResolvedCommerce

Network NoPerformance  0.38TIR:TIR Missed:NoneINC000000163357

No  0.38TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoPerformance  0.19TIR:TIR Missed:NoneINC000000163377

No  0.19TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoPerformance  0.06TIR:TIR Missed:NoneINC000000163397

No  0.06TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoError  0.00TIR:TIR Missed:NoneINC000000163513

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000163561

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoError  0.00TIR:TIR Missed:NoneINC000000163880

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoError  0.00TIR:TIR Missed:NoneINC000000164681

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000165259

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000165473



No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Network NoNone  0.00TIR:TIR Missed:NoneINC000000165790

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000152094

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop YesNone  2.19TIR:TIR Missed:NoneINC000000152842

No  2.20TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000152861

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoNone  0.99TIR:TIR Missed:NoneINC000000152916

No  1.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000153512

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoNone  0.32TIR:TIR Missed:QuickTime PlayerINC000000153917

No  0.32TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoError  0.73TIR:TIR Missed:NoneINC000000154252

No  0.73TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoVirus  0.13TIR:TIR Missed:NoneINC000000155133

No  1.14TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000155278

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoPerformance  0.57TIR:TIR Missed:NoneINC000000156833

No  0.60TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000157097

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000157103

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Novell GroupWiseINC000000157838

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoVirus  0.13TIR:TIR Missed:NoneINC000000157978

No  0.13TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000159007

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000159244

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

PC/Laptop NoNone  0.58TIR:TIR Missed:NoneINC000000159631

No  5.35TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000160021

No  0.01TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000160334

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Novell GroupWiseINC000000160637

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop YesNone  1.83TIR:TIR Missed:NoneINC000000160729

No  1.86TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoPassword  0.57TIR:TIR Missed:NoneINC000000162098

No  0.57TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce



PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000162567

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoError  0.16TIR:TIR Missed:NoneINC000000162915

No  3.69TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000163017

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000163259

No  0.00TTR:TTR Missed:Metro A Help Desk Low ResolvedCommerce

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000163316

No  1.31TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoVirus  0.53TIR:TIR Missed:NoneINC000000163461

No  0.63TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000163477

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoPerformance  0.86TIR:TIR Missed:NoneINC000000163701

No  0.87TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000163848

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000164182

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000164286

No  0.00TTR:TTR Missed:Metro A Help Desk Low ResolvedCommerce

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000164420

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000164676

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

PC/Laptop YesNone  1.05TIR:TIR Missed:NoneINC000000165269

No  1.60TTR:TTR Missed:Capitol Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:Novell iPrintINC000000154119

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoIncident  0.28TIR:TIR Missed:NoneINC000000155006

No  0.30TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000155863

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000156256

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoNone  0.56TIR:TIR Missed:NoneINC000000157268

No  0.56TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000157321

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoNone  0.02TIR:TIR Missed:NoneINC000000157497

No  0.03TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000157548

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000157553

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000157555



No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000157562

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000157575

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000157676

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000158134

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax NoIncident  0.17TIR:TIR Missed:NoneINC000000158186

No  0.17TTR:TTR Missed:Help Desk Low ClosedCommerce

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000158608

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommerce

Print/Copy/Scan/Fax YesError Code  2.09TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000158729

Yes  6.88TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax NoNone  0.00TIR:TIR Missed:NoneINC000000160025

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000160335

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax YesIncident  1.91TIR:TIR Missed:NoneINC000000160910

No  1.91TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax NoError Code  0.84TIR:TIR Missed:NoneINC000000162229

No  0.84TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax NoIncident  0.66TIR:TIR Missed:NoneINC000000162846

No  0.67TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax NoNone  0.40TIR:TIR Missed:NoneINC000000162866

No  0.83TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000162902

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000163119

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Print/Copy/Scan/Fax NoNone  0.15TIR:TIR Missed:NoneINC000000163137

No  0.17TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommerce

Telecom

Telecom NoCall Management  0.32TIR:TIR Missed:TelephoneINC000000155283

No  2.13TTR:TTR Missed:Voice Operations Low ClosedCommerce

Telecom NoHardware  0.26TIR:TIR Missed:TelephoneINC000000155297

No  0.33TTR:TTR Missed:Voice/Data/WAN Services Low ClosedCommerce

Telecom NoCall/Receive  0.10TIR:TIR Missed:NoneINC000000157051

No  2.20TTR:TTR Missed:Voice Operations Low ClosedCommerce

Telecom NoFeature  0.29TIR:TIR Missed:NoneINC000000157074

No  0.80TTR:TTR Missed:Voice Operations Low ClosedCommerce

Telecom NoCall/Receive  0.27TIR:TIR Missed:NoneINC000000157106

No  1.68TTR:TTR Missed:Voice Operations Low ClosedCommerce

Telecom NoCall/Receive  0.23TIR:TIR Missed:NoneINC000000157120

No  1.49TTR:TTR Missed:Voice Operations Low ClosedCommerce

Telecom NoDial Tone  0.57TIR:TIR Missed:NoneINC000000158214

No  0.57TTR:TTR Missed:Voice Operations High ClosedCommerce



Telecom NoVoice Mail  0.26TIR:TIR Missed:NoneINC000000160801

No  0.36TTR:TTR Missed:Voice Operations Low ResolvedCommerce

Telecom NoCall Management  0.06TIR:TIR Missed:TelephoneINC000000161598

No  0.19TTR:TTR Missed:Voice Operations Low ResolvedCommerce

Telecom NoVoice Mail  0.31TIR:TIR Missed:NoneINC000000163644

No  0.45TTR:TTR Missed:Voice Operations Low ResolvedCommerce

Telecom NoCall Management  0.10TIR:TIR Missed:TelephoneINC000000164869

No  0.17TTR:TTR Missed:Voice Operations Low ResolvedCommerce


